crisis communication goals template

crisis communication goals template: Understanding and implementing a robust crisis
communication strategy is paramount for any organization facing unexpected challenges. In today's
fast-paced and interconnected world, a well-defined crisis communication goals template serves as
the bedrock for navigating turbulent times, safeguarding reputation, and maintaining stakeholder
trust. This comprehensive guide delves into the essential components of such a template, offering
insights into setting clear objectives, identifying target audiences, and crafting effective messaging
frameworks. We'll explore how to proactively prepare, respond effectively during a crisis, and recover
swiftly afterward, ensuring your organization emerges stronger. Mastering crisis communication isn't
just about damage control; it's about building resilience and demonstrating leadership when it
matters most.
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Understanding the Importance of Crisis Communication
Goals

In the realm of organizational management, few elements are as critical as the ability to effectively
communicate during a crisis. Without clearly defined goals, even the most well-intentioned crisis
communication efforts can falter, leading to confusion, amplified negative sentiment, and a damaged
reputation. A robust crisis communication strategy is not merely about reacting to negative events;
it's about proactively establishing a framework that guides actions, prioritizes objectives, and ensures
consistent, transparent messaging. Think of it like a captain steering a ship through a storm - they
need a clear destination and a plan to get there, not just to react to every wave.

The primary objective of setting crisis communication goals is to mitigate the negative impact of an
event on an organization's reputation, operations, and bottom line. These goals provide direction and
a benchmark for success, allowing for a structured and measured response. When a crisis strikes,
emotions run high, and decision-making can become muddled. Having pre-defined goals acts as a
compass, keeping the communication team focused on what truly matters and preventing reactive,
uncoordinated actions. This strategic foresight is what separates organizations that weather crises
successfully from those that struggle to recover.

Key Components of a Crisis Communication Goals



Template

A comprehensive crisis communication goals template is not a one-size-fits-all solution, but it typically
encompasses several fundamental pillars designed to cover the entire crisis lifecycle. These
components work in synergy to provide a clear roadmap for communication activities before, during,
and after an incident. Without these building blocks, your crisis communication plan would be like a
house without a foundation - prone to collapse under pressure.

At its core, a strong template will outline the overarching objectives of the crisis communication
strategy. These aren't just vague aspirations; they are specific outcomes the organization aims to
achieve. Following this, the template will detail the process of identifying and segmenting key
stakeholders, recognizing that different groups require tailored communication. Furthermore, it will
guide the development of core messaging, ensuring that the narrative is consistent and addresses
critical concerns. Finally, the template should address the mechanisms for disseminating information
and measuring the effectiveness of the communication response, creating a loop for continuous
improvement.

Defining Overarching Objectives

The first step in any crisis communication goals template is to clearly define what the organization
aims to achieve. These aren't simply "to survive the crisis" but rather measurable outcomes that
contribute to the organization's resilience and long-term health. Think about what success looks like
in the aftermath of a crisis. Is it about maintaining a certain level of public trust? Minimizing media
scrutiny? Ensuring employee safety and confidence? Defining these overarching objectives provides a
clear vision and a guiding star for all subsequent communication efforts.

Examples of overarching objectives might include:

Minimizing reputational damage by maintaining a 70% positive or neutral sentiment in media
coverage.

Ensuring 95% of employees are informed about the situation and feel supported within 24 hours
of a critical incident.

Retaining customer trust, as measured by a pre-crisis baseline satisfaction score remaining
above 80% post-crisis.

Complying with all legal and regulatory communication requirements throughout the crisis.

Identifying and Prioritizing Stakeholders

Who needs to hear from you, and in what order? This is a crucial question that a crisis communication
goals template must address. Stakeholders are individuals or groups who have an interest in or are
affected by your organization. During a crisis, your communication efforts must be strategically
directed towards these groups to be effective. Failing to identify and prioritize them can lead to vital
audiences being overlooked or receiving inappropriate information at the wrong time, exacerbating
the crisis.



A systematic approach to stakeholder identification involves considering internal and external groups.
Internal stakeholders typically include employees, management, and board members. External
stakeholders can be incredibly diverse, encompassing customers, investors, suppliers, regulators, the
media, community members, and even advocacy groups. The template should prompt a process for
ranking these stakeholders based on their potential impact, their need for information, and their
ability to influence the situation. For instance, employees might need immediate, detailed operational
information, while the general public might need broader assurances and updates on the
organization's response.

Developing Core Messaging Strategies

In the chaos of a crisis, clear, consistent, and empathetic messaging is your most powerful tool. A
well-structured crisis communication goals template will guide the development of core messages
that are adaptable to different audiences and communication channels. These messages should be
designed to inform, reassure, and demonstrate accountability. Without a pre-defined messaging
framework, teams can inadvertently communicate conflicting information, leading to confusion and
further eroding trust. This is where you lay the groundwork for what you'll say and how you'll say it.

The process of developing core messages should involve anticipating potential questions and
concerns from your stakeholders. It's about crafting concise, accurate, and truthful statements that
address the immediate situation, outline the organization's response, and convey a commitment to
resolution. These messages should be reviewed and approved by leadership to ensure alignment with
organizational values and legal counsel. The template should encourage the creation of message
pillars that can be expanded upon with specific details as more information becomes available,
ensuring both consistency and flexibility.

Setting SMART Goals for Crisis Preparedness

Proactive planning is the hallmark of effective crisis communication. A crisis communication goals
template should heavily emphasize the setting of SMART goals for preparedness, meaning these
objectives must be Specific, Measurable, Achievable, Relevant, and Time-bound. These aren't just
wishful thinking; they are concrete actions that need to be taken before a crisis hits, ensuring your
organization is ready to respond effectively. Without SMART preparedness goals, you're essentially
hoping for the best without planning for the worst, a risky proposition indeed.

When we talk about preparedness, we're referring to the actions taken to build capacity, train teams,
and establish protocols that will be activated during an emergency. This involves everything from
developing an up-to-date contact list for key personnel to conducting regular training exercises.
Setting SMART goals in this area ensures that these vital preparatory steps are not overlooked and
that the organization is truly ready to face a crisis when it inevitably arises.

Pre-Crisis Training and Drills

One of the most critical aspects of crisis preparedness is ensuring that your communication team is
well-trained and rehearsed. This isn't a one-and-done activity; it requires ongoing commitment. Your
crisis communication goals template should include specific, time-bound objectives for training and
drills. These activities are designed to simulate crisis scenarios, allowing teams to practice their
response, identify weaknesses in protocols, and build confidence. Imagine a fire department that



never practices its drills - the first real fire would be chaos.

SMART goals for training might look like this:

e Conduct a full-scale crisis simulation exercise involving all crisis communication team members
quarterly.

» Provide specialized media training for at least 80% of designated spokespersons annually.

e Complete tabletop exercises focused on specific crisis scenarios (e.g., data breach, product
recall) twice a year.

e Ensure all new crisis communication team members complete onboarding and foundational
training within their first month.

Development of Communication Templates and Resources

Having pre-approved templates for press releases, social media posts, internal memos, and Q&A
documents can save invaluable time during a high-pressure situation. A crisis communication goals
template should mandate the development and regular updating of these resources. When a crisis
erupts, you don't want to be starting from scratch; you want to be able to quickly adapt existing, well-
crafted communications. This efficiency is crucial for maintaining control of the narrative and
providing timely information.

The goal here is to create a library of readily accessible communication assets. This could include fact
sheets on common issues, boilerplate statements for various scenarios, contact lists for media
outlets, and social media monitoring tools. By setting SMART goals for the creation and maintenance
of these resources, organizations ensure they have the necessary tools at their disposal when the
unexpected happens. For example, a goal could be: "Develop and gain approval for a crisis
communication template library, including 10 standardized press release templates and 5 pre-
approved social media announcement formats, by the end of the fiscal year."

Establishing Communication Channels and Protocols

During a crisis, knowing how to reach your stakeholders is as important as knowing what to say. A
robust crisis communication goals template must define the approved communication channels and
establish clear protocols for their use. This involves identifying primary and secondary methods for
disseminating information, ensuring redundancy, and outlining who is authorized to communicate
through each channel. Without these defined pathways, information can become fragmented,
delayed, or inaccessible, creating further complications.

The selection of communication channels should be guided by the identified stakeholders and the
nature of the crisis. For instance, a widespread public safety issue might necessitate a press
conference and social media alerts, while a localized internal issue might be best handled through
internal email and team meetings. Having established protocols ensures that responses are
coordinated and that all efforts are aligned with the overarching communication strategy, preventing
any one channel from becoming a bottleneck or a source of misinformation.



Internal Communication Protocols

Your employees are often the first and most important audience during a crisis. They need to be
informed, reassured, and equipped with the correct information to act as brand ambassadors or
simply to understand their role. A crisis communication goals template needs to outline specific
protocols for internal communication, ensuring that employees receive timely, accurate, and
consistent updates. This fosters a sense of trust and cohesion within the organization during
challenging times, preventing rumors and anxiety from taking root.

These protocols should detail:

e The designated channels for internal updates (e.g., company intranet, dedicated email lists,
team messaging platforms).

e The frequency of internal communications.
e The approval process for internal messages.
e Who is responsible for disseminating information to different employee groups.

e Procedures for gathering employee feedback and addressing concerns.

For example, a goal might be to establish a protocol where all significant crisis updates are posted on
the company intranet within 30 minutes of public release and communicated via a company-wide
email blast within one hour.

External Communication Channel Strategy

Reaching your external stakeholders effectively is vital for managing public perception and
maintaining trust. The crisis communication goals template should detail the strategy for engaging
with the public, media, customers, and other external parties. This includes identifying the most
appropriate channels for different audiences and situations, as well as establishing clear guidelines for
spokesperson roles and media interaction. A well-defined external communication strategy minimizes
the risk of being outmaneuvered by negative narratives and ensures your organization's voice is
heard clearly.

This strategy should consider:

e The primary platforms for public announcements (e.qg., press releases, official website, social
media).

* The designated spokespersons and their areas of expertise.
¢ Protocols for responding to media inquiries, including turnaround times.
e The use of social media for real-time updates and engagement.

e Procedures for monitoring media coverage and public sentiment.



A specific goal might be: "Within one hour of confirming a significant crisis event, issue an initial
holding statement on the company website and through official social media channels, with a
designated spokesperson identified for subsequent media engagement."

Measuring the Effectiveness of Crisis Communication
Efforts

Simply executing a crisis communication plan is not enough; you need to know if it's working. A
critical element of any crisis communication goals template is the inclusion of metrics and methods
for evaluating the effectiveness of your communication efforts. Without measurement, you're flying
blind, unable to determine what strategies were successful, where improvements are needed, and
how to better prepare for future events. This data-driven approach ensures that your crisis
communication becomes a learning process, not just a reactive measure.

Measuring effectiveness allows you to demonstrate the value of your communication strategies,
identify key performance indicators (KPIs) for crisis response, and continuously refine your approach.
It provides concrete evidence of your organization's ability to navigate challenging situations and
maintain stakeholder confidence. This feedback loop is essential for building long-term resilience and
improving your preparedness for any potential disruption.

Key Performance Indicators (KPIs) for Crisis Communication

To effectively measure the impact of your crisis communication, you need to define specific Key
Performance Indicators (KPIs). These are quantifiable metrics that align with your overarching
communication goals. Without these indicators, assessing success or failure becomes subjective and
anecdotal. Your crisis communication goals template should guide the selection and tracking of
relevant KPIs, providing a clear picture of how well your efforts are performing against objectives.
These KPIs act as the scorecards for your crisis response.

Examples of relevant KPIs include:

¢ Media sentiment analysis (positive, negative, neutral coverage).

e Reach and engagement of official statements on social media.

» Website traffic to crisis-related pages.

e Customer satisfaction scores related to crisis communication.

e Employee understanding and confidence levels as measured by surveys.
e Speed of response to media inquiries and stakeholder concerns.

e Adherence to pre-defined communication timelines.



Post-Crisis Evaluation and Reporting

Once the immediate crisis has subsided, the work isn't over. A crucial step in the crisis communication
process, and a vital inclusion in any goals template, is the post-crisis evaluation and reporting phase.
This is where you take a deep dive into what happened, how your communication efforts performed,
and what lessons can be learned. This comprehensive review is essential for refining your strategy,
strengthening your preparedness, and ensuring continuous improvement. Think of it as the debrief
after a major mission - you analyze what went right, what went wrong, and how to do better next
time.

This evaluation should involve gathering data from all communication channels, conducting
interviews with key team members, and soliciting feedback from stakeholders. The findings should be
compiled into a comprehensive report that outlines successes, challenges, and actionable
recommendations for future crises. This reporting mechanism ensures accountability and provides a
solid foundation for updating your crisis communication plan and goals. It's about learning from
experience and turning that knowledge into tangible improvements.

Adapting and Refining Your Crisis Communication
Goals

The world of crisis communication is not static. The threats organizations face are constantly evolving,
as are the communication technologies and stakeholder expectations. Therefore, your crisis
communication goals template, and the goals themselves, must be dynamic. They need to be
reviewed, adapted, and refined regularly to remain relevant and effective. Failing to do so means your
preparedness can quickly become outdated, leaving you vulnerable when a crisis strikes. This ongoing
evolution ensures your organization stays ahead of the curve.

This iterative process of adaptation is what builds true resilience. It involves staying informed about
emerging trends, analyzing past experiences, and proactively anticipating future challenges. By
committing to the continuous refinement of your crisis communication goals, you ensure that your
organization is not just prepared for today's crises but also adaptable enough to handle the
unforeseen challenges of tomorrow.

Regular Review and Updates

A crisis communication goals template is not a document to be created and then forgotten. To remain
effective, it requires regular review and updates. The landscape of risks, media, and stakeholder
behavior shifts constantly. Therefore, setting aside dedicated time for periodic assessments of your
crisis communication goals is paramount. This ensures that your objectives remain relevant,
achievable, and aligned with the current operational realities and strategic priorities of your
organization. It's like tuning a musical instrument; you need to keep it in tune to produce the best
sound.

These review sessions should involve the entire crisis communication team, as well as relevant
stakeholders from other departments. The agenda should include assessing the effectiveness of past
responses, identifying new or emerging risks, and evaluating the relevance of existing communication
channels and protocols. Based on these assessments, the goals and the supporting strategies should
be updated. For instance, if a new social media platform gains significant traction, your external
communication channel strategy might need to be revised.



Incorporating Lessons Learned

Perhaps the most powerful way to refine your crisis communication goals is by actively incorporating
lessons learned from both internal and external events. Every crisis, whether it directly impacted your
organization or a peer, offers valuable insights. A well-designed crisis communication goals template
should have a mechanism for capturing and integrating these lessons into future planning. This
ensures that your organization doesn't repeat past mistakes and builds upon its successes, becoming
progressively more adept at managing communications during emergencies.

This process involves conducting thorough post-crisis analyses, documenting what worked and what
didn't, and translating those findings into actionable changes. For example, if a post-crisis evaluation
revealed that employee communication was consistently delayed, a revised goal might focus on
expediting internal updates through a new, dedicated communication channel. By systematically
embedding these learnings, your crisis communication strategy becomes a living, breathing entity
that adapts and grows stronger with every experience.

Frequently Asked Questions

Q: What is the primary purpose of a crisis communication
goals template?

A: The primary purpose of a crisis communication goals template is to provide a structured framework
for developing, implementing, and measuring an organization's communication strategy during a
crisis. It helps ensure clarity, consistency, and effectiveness in messaging, stakeholder engagement,
and reputation management when facing challenging situations.

Q: How specific should crisis communication goals be?

A: Crisis communication goals should be as specific as possible, ideally following the SMART criteria
(Specific, Measurable, Achievable, Relevant, Time-bound). Vague goals are difficult to track and
achieve, whereas specific goals provide clear direction and actionable steps for the communication
team.

Q: Who should be involved in developing a crisis
communication goals template?

A: The development of a crisis communication goals template should involve a cross-functional team,

including representatives from communications, public relations, legal, human resources, operations,

and senior leadership. This ensures a comprehensive approach that aligns with different departmental
needs and organizational objectives.

Q: Can a crisis communication goals template be used for all



types of crises?

A: While a template provides a foundational structure, the specific goals and strategies within it
should be adaptable to the nature and scale of the crisis. Organizations should have a core template
that can be tailored to address unique situations, from minor incidents to major emergencies.

Q: How often should a crisis communication goals template be
reviewed and updated?

A: A crisis communication goals template should be reviewed and updated regularly, at least
annually, and especially after any significant organizational changes, emerging risks, or actual crisis
events. This ensures its continued relevance and effectiveness in a dynamic environment.

Q: What are some examples of key performance indicators
(KPIs) for crisis communication?

A: Common KPIs include media sentiment analysis (positive, neutral, negative), reach and
engagement of official social media posts, website traffic to crisis-related pages, stakeholder
satisfaction surveys, and the speed of response to media inquiries.

Q: How does a crisis communication goals template help in
protecting an organization's reputation?

A: By setting clear goals for transparent, timely, and empathetic communication, the template helps
manage public perception, build trust, and mitigate negative sentiment, thereby safeguarding the
organization's reputation during and after a crisis.

Q: What role does employee communication play in a crisis
communication goals template?

A: Employee communication is a critical component. The template should outline goals for keeping
employees informed, addressing their concerns, and ensuring they understand their role in the crisis
response, which is vital for internal morale and external representation.
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